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Section 1: Introduction 
 
North Ayrshire Council’s Housing Service is committed to fulfilling our statutory duty 
to promote equality and treat people respectfully, fairly and equally across all areas of 
our business; this includes the provision of housing, homelessness, estate 
management and antisocial behaviour. We are also committed to tackling 
discrimination and harassment in all of our activities and to ensuring that our services 
are accessible to everyone irrespective of their race, religious belief, disability, 
gender, age or sexual orientation.  
 
This policy is an integral part of North Ayrshire Council’s wider strategy to provide 
services that promote equality and ensure the development of inclusive communities. 
It is therefore important that this policy takes account of the key strategic council 
documents that serve to promote equality including the: 
 
- Single Outcome Agreement; 
- Community Plan; 
- Council Plan; 
- Local Housing Strategy;  
- Strategic Housing Investment Plan; 
- Antisocial Behaviour Strategy; 
- Homelessness Strategy; and 
- North Ayrshire Council Single Equality Scheme 
 
 
It should be noted that the North Ayrshire Council Equal Opportunities Policy 
(included as Annex 1) applies to all Council services and covers issues such as 
employment and recruitment. This policy document, on the other hand, outlines the 
specific equality strategy of the Housing Service, as well as explaining how we take 
account of, and implement the Corporate Equality Policy. 
 
This policy and its associated action plan have been developed through consultation 
with service users; this is an important part of our commitment to participation 
through our Tenant Participation Strategy. 
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Section 2: Equality and Diversity Policy Aims  
 
Housing Services condemns all forms of discrimination and has developed this 
equality policy to promote our equality objectives. The aims of this policy are 
therefore, to: 
 
- Promote equality within Housing Services on the grounds set out in this policy;  
 
- Eliminate any form of discrimination within Housing Services on the grounds set 

out in this policy; 
 
- Create inclusive and sustainable communities in North Ayrshire that are free from 

discrimination and harassment; 
 
- Increase public confidence and encourage greater diversity in the take up of 

services; and 
 
- Ensure all residents and service users have equal access to high quality services 

that meet their needs. In achieving this aim we recognise that there are some 
people who may need support in receiving this entitlement. 

 
This policy is supported by an action plan that takes account of our equality 
statements (detailed within Section 3) and the Scottish Housing Regulator’s 
equalities challenge statements and self-assessment questions (included as 
Appendix 1).  
 
Furthermore, it is recognised that if the above aims are to be successfully achieved 
the development of additional key equality and diversity policies is required; to this 
end we have developed the Housing Service specific accessibility and harassment 
policies.  
 
We also carry out equality impact assessments on all individual housing strategies, 
plans and policies. This practice ensures that the above aims are embedded within 
our key strategic documents and that equality and diversity principles are 
mainstreamed throughout Housing Services. 
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Section 3: Equality and Diversity Policy Statements 
 
  
We are aware of, and value, the different groups of customers and possible future 
customers that we serve, and aim to deliver services that meet the needs of this 
diverse client group. All individuals can expect to receive equal access to the services 
we provide now, and in the future. Detailed below are the Housing Service equality 
statements and commitments that, when implemented, will ensure our strategic aims 
and objectives are met: 
 
 
3.1 Race Equality Statement  
 
As part of our commitment, we will aim to:  
 
- Ensure that the needs of people of black and minority ethnic origin are identified 

and are included in the planning and delivery of services;  
 
- Ensure that our policies do not discriminate against people of black and minority  

ethnic origin either directly or indirectly;  
 
- Ensure that housing services are accessible and meet the needs of people of 

black and minority ethnic origin;  
 
- Ensure that we work with our partners to eliminate racial harassment and racially  

motivated crime, support victims and take action against perpetrators;  
 
- Ensure that people of black and minority ethnic origin are encouraged and 

supported to be involved in decision-making processes and develop additional 
channels of communication and consultation where formal channels are 
inappropriate;  

 
- Work towards increased uptake of our services from the black and minority ethnic 

client group; 
 
- Ensure that information we provide is accessible to all customers of black and  

minority ethnic origin, in languages and/or formats that can be easily understood;  
 
- Provide our staff with training to enable them to meet our commitment to race  

equality.  
 

 
3.2 Disability Equality Statement  
 
As part of our commitment, we will aim to:  
 
- Ensure that the needs of disabled people are identified and are included in the  

planning and delivery of services;  
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- Work with our partners to deliver a first class aids and adaptations service that 
meets the requirements of the disabled community;  

 
- Ensure that our policies do not discriminate against disabled people either directly 

or indirectly;  
 
- Provide and develop services that adhere to the social model of disability. This 

model recognises that discrimination against disabled people is, in general, 
socially created; 
 

- Ensure that housing services are accessible and meet the needs of disabled 
people. This may include making reasonable adjustments;  

 
- Recognise that disabled people experience many different types of barriers, many 

of which are not obvious to other people; 
 
- Ensure that we work with our partners to eliminate harassment of disabled people,  

support victims and take action against perpetrators;  
 
- Ensure that disabled people are encouraged and supported to be involved in 

decision-making processes and develop additional channels of communication 
and consultation where formal channels are inappropriate;  

 
- Ensure that information we provide is accessible to disabled customers, and in 

languages and/or formats that can be easily understood;  
 
- Provide our staff with training to enable them to meet our commitment to disability  

equality.  
 
 

3.3 Gender Equality Statement  
 
Whilst recognising that the majority of the gender equality duties come under the 
remit of our Corporate Personnel Service, as part of our commitment, we will aim to:  
 
- Ensure that our policies do not discriminate on gender grounds either directly or  

Indirectly;  
 

- Provide, on request or where appropriate, same sex Interviews; 
 
- Ensure that we work with our partners to eliminate sexual harassment, support 

victims and take action against perpetrators (this includes transphobic harassment 
and hate crimes); 
 

- Promote equality of opportunity between men and women; 
 
- Deliver services, such as our Home Security Project, that provide support and 

practical assistance to victims of domestic abuse; 
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- Work in partnership with Women’s Aid to provide assistance to women 
experiencing violence and domestic abuse; 

 
- Ensure that all people are encouraged and supported to be involved in decision  

making processes and develop additional channels of communication and  
consultation where formal channels are inappropriate;  

 
- Provide our staff with training to enable them to meet our commitment to Gender  

Equality; 
 

- Contribute to a Violence Against Women Strategy and Action Plan; and 
 
- Increase awareness of Transgender issues within Housing Services. 

 
 

3.4 Further Equality Commitments  
 
In order to deliver the broadest commitment to equality that reflects the diverse 
communities that Housing Services work with, we will:  
 
- Ensure that service users are not discriminated against or suffer harassment due 

to their, marital status, age, sexuality, religion or culture; 
 
- Ensure that service users are not discriminated against because of their mental 

health or literacy levels; 
 
- Ensure that an individual’s social origin, caring responsibilities or income is not a 

barrier to full participation and access to services;  
 
- Raise awareness and understanding of the housing issues and needs of our 

Lesbian, Gay, Bisexual and Transgender customers; 
 
- Incorporate equality issues into all of our housing policies and procedures; this 

process is known as mainstreaming;  
 
- Base all strategic and service planning on up to date information about the 

housing needs and requirements of people from all backgrounds within our 
community; 

 
- Monitor and evaluate our progress in mainstreaming equality and diversity matters 

within our service by, whenever possible, benchmarking ourselves against other 
housing organisations;  

 
- Ensure that tenants of the Council are aware of and fulfil the obligations of the 

tenancy in respect of equality matters; 
 
- Eliminate any form of equalities based discrimination and harassment concerning 

services for which we are responsible; 
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- Encourage service users to report any form of equalities based discrimination and 
harassment to enable the Council to take appropriate action; and 

 
- Use appropriate remedies to eliminate any form of equalities based discrimination 

and harassment; this includes making use of legal and non-judicial remedies. 
 
 
3.5 Law and Good Practice  
 
In implementing this policy, we will endeavour to meet all legal obligations.  
 
With regard to good practice guidance, we will strive to take account of all relevant 
Codes of Practice including Statutory Codes of Practice, such as, the Code of 
Practice to Promote Disability Equality and the Code of Practice on Racial Equality in 
Housing.  In addition to this we will take account of the Scottish Housing Regulator’s 
standard GS2.1 that states: 
 
“We embrace diversity, promote equal opportunities for all and eliminate unlawful 
discrimination in all areas of our work.” 
 
 
3.6 Accessibility of Services 
 
As part of our commitment, we will aim to:  
 
- Ensure all documents are compliant with corporate equality standards and the 

Housing Service Accessibility Policy; 
 
- Assess our services on an ongoing basis to ensure that they are accessible to 

service users; this includes ensuring that (a) public documentation is written in 
plain language and (b) our offices and facilities are accessible to service users; 

 
- Make reasonable and appropriate adjustments to services so they are accessible 

to service users; this includes providing other services like interpreting and 
translation services; 

 
- Hold meetings in venues that are accessible to service users; 
 
- Take account of the needs and preferences of local households by providing 

facilities such as crèche facilities, or making available child minding allowances to 
enable people to attend participation meetings; and 

 
- Ensure that same sex interviews are available and that translation or 

interpretation services are available and offered. 
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3.6 Partnerships 
 
As part of our commitment, we will aim to:  
 
- Work in partnership with a wide variety of agencies to promote equal opportunities 

within Housing Services; this includes working with agencies in both public and 
private sectors; and  

 
- Encourage any contractors or organisations providing services on our behalf to 

have similar commitments to equality. 
 

 
 

 
 

 
 

 
 

 
3.7 Training and information giving 
 
As part of our commitment, we will aim to:  
 
- Provide housing staff with different types of equality training; this includes training 

on law and good practice; 
 
- Carry out induction training for all new staff, which includes the provision of core 

equalities and diversity information; 
 
- Encourage and support equality training for tenant groups as part of our Tenant 

Participation Strategy; 
 
- Provide service users with detailed information about our equality policy, including 

information on agencies that provide advice and assistance; 
 
- Recognise that discrimination is often covert rather than overt. We promote 

training therefore that examines the causes and many different forms of 
discrimination thereby enabling employees to understand the nature of 
discrimination;  

 
- Carry out annual personal development reviews with all staff to identify training 

and development requirements. This will include training on equalities and 
diversity matters; and  

 
- Provide training information in a style and form that is clear and in plain language.  
 
 
3.8 Processing and sharing of data 
 
As part of our commitment, we will aim to:  
 
- To process equality information in a confidential manner; this includes processing 

sensitive personal data in line with data protection principles and statutory 
requirements; and 
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- To ensure the appropriate sharing of information takes place between partners to 
eliminate discrimination and promote equality. 
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Section 4: Monitoring 
 
Performance management is extremely important in order to monitor if policy 
objectives have been implemented effectively. It is also key to achieving our 
commitment to ensuring continuous improvement to service delivery. 
 
Within the Housing Service we will monitor a wide range of equality issues and 
statistics that will subsequently be used to inform strategic planning, resource 
management and service delivery. For this to be effective the information recorded 
and monitored will need to be both quantitative and qualitative.  
 
Quantitative monitoring involves, for example, monitoring the number of applicants on 
our housing list from black and minority ethnic households, and subsequently the 
number of houses let to said applicants. 
 
Qualitative monitoring, on the other hand, includes issues concerning the quality of 
housing services. For instance, we monitor tenant satisfaction with the design and 
layout of their homes and the use of plain English in our correspondence and 
documentation.  
 
In addition to the service specific monitoring mentioned above Housing Services also 
contribute to the Corporate Annual Equality Report, which provides detail on 
compliance with statutory requirements and progress against actions within our 
Single Equality Scheme. 
 
Employment statistics are monitored corporately by Personnel Services.  
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Section 5:  Positive action programmes 
 
We support the development of equality initiatives through all of our housing 
activities. This process involves developing positive action programmes. Positive 
action involves establishing initiatives to address discrimination against particular 
groups such as disabled people or people from black and minority ethnic groups.  
 
The following are examples of positive action initiatives that we have implemented: 
 
- Publication of our main policies in other formats and different languages, on 

request; 
 
- Ensuring that our housing documentation will meet quality standards, for example, 

that it is produced in plain language; 
 
- Promoting awareness of our policies to a diverse range of groups; for example, 

publicising policies through groups representative of equality issues such as the 
local Disabled Persons Housing Service and the Ayrshire Minority Ethnic 
Community Association;   
 

- Providing interpreting services, on request, so that housing services are 
accessible to individual applicants; 

 
- Development and implementation of the Redburn Gypsy /Travellers’ Project, The 

project received a special commendation at the 2008 Scottish National Care 
Accolades awards ceremony. A wide-range of services are now available on the 
Redburn Traveller’s site. These include pupil support, children’s services, youth 
work services, adult literacy, health visitors and welfare rights; 

 
- Working in partnership with other organisations to promote equality initiatives, for 

instance, working with the Disabled Persons Housing Service and Positive Action 
Through Housing (Scotland); 

 
- Developing and maintaining a register of our visually impaired tenants to ensure 

that they receive correspondence in their preferred format; 
 
- Consulting with national bodies, as required, to promote and develop good 

practice; and 
 
- Developing a translated version of a DVD that details the core services provided 

by Housing. The DVD has been translated into four main Community Languages, 
with a sign language version also available. 
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Section 6: Complaints 
 

All complaints will be processed in accordance with our established corporate 
procedure.  
 
Complaints can be lodged if we fail to: 
 
- apply the equalities policy properly or 
 

- provide services in line with organisational service standards, for instance, failing 
to respond to queries in line with time scales 

 
We provide tenants with a copy of our corporate complaints procedure when signing 
their tenancy agreement. We also advise all service users of this procedure should 
they wish to make a complaint. Details of the complaint procedure are freely available 
in leaflet format from all publicly accessible housing offices. 
 
We also provide information about the Scottish Public Services Ombudsman who 
deals with complaints involving maladministration. Service users must generally use 
our internal complaints system before contacting the Ombudsman. 
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Section 7: Consultation and review  
 
7.1. General  
 
We review this policy every three years, or as required. For instance, review of the 
equality policy may be necessary to take account of legal changes or new good 
practice guidance.  
 
We discuss changes to policy with tenants and other service users in accordance 
with our tenant participation strategy.  
 
7.2. Methods of review 
 
As detailed in our tenant participation strategy we consider a range of methods of 
involvement when reviewing policy documents.  For example, we may establish 
working groups to consider particular policy matters. This allows us to work with, and 
listen to, our tenants in order to improve services and monitor and review progress.   
We also carry out regular surveys of service users to gather their views concerning 
equality and diversity matters.  
 
7.3. Other agencies 
 
We sought the views of a wide range of organisations and personnel when 
developing the equality policy, such as:  
 
- The Disabled Persons Housing Service; 
- Social Services Sensory Impairment Team; 
- The Black and Ethnic Minority Development Worker; 
- The Corporate Policy Officer; 
- LGBT Youth Scotland; 
- Elderly forums across North Ayrshire; and 
- Women’s Aid. 
 
 
 
 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 



  16 

Annex 1: North Ayrshire Council Equal Opportunities Policy 
 
 
1. Introduction 
 
This policy builds on the previous Equal Opportunities in Service Provision and Equal 
Opportunities in Employment policies adopted by the Council. It updates and 
integrates these into one coherent Equality Policy for all of the Council’s activities. 
The Council has also approved a Race Equality Scheme which links to this policy and 
sets out the arrangements to promote race equality in North Ayrshire. 
 
2. Our Commitment  
 
North Ayrshire Council is committed to upholding the principle of equality of 
opportunity and to promoting measures to reduce inequalities. It is committed to 
tackling discrimination on the basis of a person’s colour, racial group, ethnic or 
national origin, marital status, gender, disability, sexual orientation, age, employment 
status, caring responsibilities, trade union activity, political or religious belief. Equality 
is a core value of the Council governing the actions of its elected Members and its 
employees. 
 
The Council, through its Community and Corporate Plans, sets out its aim to promote 
measures to tackle discrimination and reduce inequalities. Its vision is to achieve a 
socially inclusive community where everyone can achieve their full potential and 
being an equal opportunities employer is integral to achieving this vision. 
 
The Council will also achieve this by integrating an equality perspective into all of its 
activities, strategies, policies and service planning. This mainstreaming of equal 
opportunities issues will ensure that they are fully taken into account when 
developing and reviewing services. New policies and initiatives will be assessed in 
terms of their impact on all of the Council's communities. In this way the Council will 
fulfil its commitment to deliver its services in a fair and equitable way to all. The 
Council in leading the community planning process will ensure that equality of 
opportunity underpins all community planning activities. 

 
Equality of opportunity will be integrated into all of the Council’s Personnel Policies 
and practices, ensuring there is fairness and equity in the treatment of Council 
employees and prospective Council employees.  Equality of opportunity means that 
appointments, promotions, training and development will be based on individual merit 
and the requirements of the job. Employees are encouraged and given the 
opportunity to develop their full potential.  

 
As a major employer in North Ayrshire, it is the Council’s aim to reflect the 
composition and diversity of its communities within its workforce. In doing this, the 
Council recognises the importance that equality of opportunity has in improving the 
retention of staff and improving motivation and performance. This can stimulate a 
healthy and productive working environment and can broaden the range of talent and 
the diversity of its workforce. 
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3. Working Together 
 
The Council recognises that North Ayrshire is made up of a diverse mix of different 
communities of interest and that there is a need to give particular attention to 
involving individuals and groups which are often excluded from the decision making 
and the democratic process. The Council will work together with local community 
groups to challenge discrimination and tackle disadvantage.  
 
The Council also recognises that management and staff must work together to 
uphold the principle of equality and to eliminate discriminatory and other 
unacceptable practices in the workplace. 
 
 
4. Our Aims  
 
The main aims of this Equal Opportunities Policy are: 
 
To re-affirm the Council’s commitment to equality of opportunity as a core value in all 
of its work. 
To indicate the Council’s intentions to promote equality as a service provider and as 
an employer. 
To advise on the structures and framework to be developed in future to take forward 
this work within the Council and in partnership with its communities. 
 
5. Implementation of Policy - Responsibilities 
 
5.1 The Corporate Policy Committee is responsible for the initiation, development 
and review of equal opportunities strategies and this Committee will oversee the 
implementation and review of this Equal Opportunities Policy.  
 
5.2 The Corporate Services Committee is responsible for the monitoring of the 
performance of Services in implementing the Council’s equality policies and race 
relations in employment. 
 
5.3 The Assistant Chief Executive (Personnel) implements, maintains, monitors 
and reviews the policy in relation to equal opportunities in employment. The Assistant 
Chief Executive (Personnel) also has responsibility for training and guidance on the 
effective operation of the policy in this regard.  
 
5.4 Corporate Directors, Assistant Chief Executives and Heads of Service will be 
responsible for ensuring equality of opportunity is applied and practised within their 
Service in relation to employment matters and service provision. They will be 
responsible for ensuring that their employees are aware of the implications of the 
Policy, their obligations under the law, and that their managers, supervisors and staff 
are given the relevant training.  
 
5.5 Equalities Officers Groups will continue in support of the Council’s work on 
equalities issues. 
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5.6 Employees have a duty to comply with the Council’s Equal Opportunities 
Policy, to deliver Council services in a fair and equitable way and to assist in making 
the working environment free from discrimination. 
 
6. Achieving equality in employment and service provision 
 
The Council intends to achieve its aims through a variety of methods. These include:- 
 
Action Planning - to develop an implementation action plan to deliver our 
commitments and to review this plan at regular intervals. 
 
Service Planning  - to highlight equalities issues within all Council Service Plans. 
Advice is offered within the Guide to Service Planning on the mainstreaming of 
equalities. 
 
Communication and Publications - to communicate the policy to our employees and 
its practical implementation in their everyday work. The Council will keep up to date 
with equal opportunities developments and apply best practice within the Council. 
 
Best Value Framework - to mainstream equalities so that they are integrated into all 
Council activities. This will involve:- 
 
(i) Ensuring equality considerations are part of all strategic reviews and that the 
impact of policy proposals on equal opportunities are assessed. 
(ii) That account is taken of equality requirements in all Council procurement and 
within its procurement strategy. 
(iii) Ensuring equality performance information and targets in relation to Council 
services are identified and measured through public performance reporting. 
 
Accessibility - to aim to provide services which are accessible to everyone and which 
meet the differing needs of all its service users. This recognises that equality does 
not mean providing the same service to all but involves adapting services to meet the 
different needs of groups of people. This will be reflected in the planning, design and 
improvement of services. 
 
Community Planning – to work in partnership with our Community Planning partners 
in promoting equality. As part of this work the Community Planning Partnership Board 
will ensure that equalities are mainstreamed across its five Thematic Groups on 
Social and Economic Development; Lifelong Learning; Health and Wellbeing; 
Community Safety and the Environment. 
 
Strategic Links – to link this policy with the Council’s other strategic equality 
documents such as: 
 
North Ayrshire Community Plan – the key strategic document of the Community 
Planning Partners. 
 
North Ayrshire Corporate Plan – the Council’s framework for delivering its 
commitments within the Community Plan. 
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North Ayrshire Race Equality Scheme – a plan which details the Council’s 
arrangements to promote race equality. This Scheme links directly to this Equal 
Opportunities Policy and should be read in conjunction with it. The Scheme indicates 
how the Council will meet the general and specific duties set out in the Race 
Relations Act 1976, as amended by the Race Relations Amendment Act, 2000. 
 
Consultation – to consult with and involve minority groups in discussing Council 
proposals to adapt services and make them more accessible for everyone. 
 
Working Groups and Committees - to establish, where appropriate, specialist working 
groups and committees to examine and recommend actions on specific equality 
issues.  
 
Training Strategy – to ensure that staff are aware of the Council’s commitment to 
equality of opportunity, its requirements and obligations in the workplace and when 
delivering services to support the mainstreaming of equalities throughout their work. 
 
Personnel procedures and practices - to have Personnel procedures, 
associated guidance and codes of practice that address and implement 
equal opportunities within the Council’s employment including:- 
(i) Recruitment, selection and promotion procedures and practices. 
(ii) Harassment, bullying and aggression at work 
(iii) Training and induction of new employees. 
 
Positive Action - To use positive action as allowed by employment legislation eg 
encouraging applications for employment from ethnic minority communities.  
 
7. Monitoring and Reviewing  
 
The Council will monitor the effectiveness of the policy in a number of ways. These 
are:- 
 
Monitoring comments and complaints received through the Listening and Learning 
Scheme 
Meetings of the Council's Corporate Equalities Officers Groups and other forums, eg 
Multi Agency Racial Incident Monitoring Group 
The publication of an annual review on the implementation of the Equal Opportunities 
Policy and the Race Equality Scheme 
Completing and reviewing of Statutory Performance Indicators and Service 
Performance Indicators for Equal Opportunities  
The periodic monitoring of the workforce  
Producing and reviewing the statutory information required under the Race Relations 
(Amendment) Act, 2000  
Reviewing of Equal Opportunities monitoring forms completed by applicants 
Recording and review of applications for and delegates at training courses 
Monitoring the numbers of applications for flexible working  
Recording and investigating cases of harassment, bullying and aggression at work 
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8. Dealing with Complaints 
 
A member of the public can express their dissatisfaction about the standard of 
service, actions or lack of action by the Council or its staff affecting them as an 
individual or as a group through the Council's Listening and Learning Scheme. 
 
An employee who wishes to make a complaint that they have been discriminated 
against contrary to the policy can pursue the matter through the Council’s Grievance 
Procedure or specialist complaints procedures detailed in Personnel Policies and 
Procedures. 
 
9. Legislative Framework 
 
Equality of opportunity is regulated by Acts of Parliament and related Codes of 
Practice.  
 
Examples of relevant law are as follows: 
 
Equal Pay Act, 1970 (as amended) 
Rehabilitation of Offenders Act 1974 
Rehabilitation of Offenders Act, 1974 (Exemptions) Order, 1975 
Sex Discrimination Act 1975 (as amended) 
Race Relations Act 1976 (as amended) 
Disability Discrimination Act 1995 (as amended) 
Employment Rights Act 1996 
Employment Relations Act 1999 
Human Rights Act 1998 
Part -Time Workers (Prevention of Unfavourable Treatment) 
Regulations, 2000 
Fixed Term Employees (Prevention of Unfavourable Treatment)  
Regulations, 2001 
Race Relations (Amendment) Act 2000 
Employment Equality (Sexual Orientation) Regulations, 2003 
Employment Equality (Religion or Belief) Regulations, 2003 
Age Discrimination Regulations 2006 
 
Codes of Practice cover  
 
Age; 
Disability; 
Equal Pay; 
Race Equality; and 
Sex/Gender 
  

 
It should be noted also that the Local Government in Scotland Act, 2003 includes a 
statutory duty on all Local Authorities with regard to Equal Opportunities. 
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Appendix 1: Scottish Housing Regulators’ Challenge Statements 
and Self-Assessment Questions 
 
Challenge Statements 
 
The Scottish Housing Regulator has developed a number of specific standards 
known as “challenge statements” and “self-assessment questions” that are used to 
assess how effectively we implement equality within housing services.  
 
These standards and questions are intended to ensure that we deliver quality 
housing services in line with general council policy. 
 
We have taken account of and incorporated these challenge statements within our 
policy documents and action plans.  
 
The challenge statements and self-assessment questions are summarised below: 
 
Challenge 1: Commitment statements and documents 
 
We have published documents that clearly and specifically set out our commitments 
and approach to equality issues and that enable us to comply with legislative 
requirements and statutory guidance. 
 
Challenge 2: Information about social and other contexts 
 
We have good information about the context in which we operate. We have good 
understanding of the needs and aspirations of equalities groups in our area of 
operation and of the challenges which members of equalities groups may face in 
accessing social housing resources. 
 
Challenge 3: Consultation with stakeholders 
 
We consult service users about their needs, their views of the services being 
delivered and what can be done to improve them, and take due care to include all 
sections of the community. 
 
Challenge 4: Objectives and targets 
 
We have identified clear objectives and targets for all service areas to drive and 
demonstrate continuous improvement. 
 
Challenge 5: Fair services 
 
We provide information and deliver services that respond to the requirements of the 
diverse range of our existing and potential service users. 
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Challenge 6: Fair employment and governance 
 
We are able to demonstrate that we are an equal opportunities employer and that our 
employees, governing body and wider membership reflect the community that we 
serve. 
 
Challenge 7: Monitoring 
 
We have systems in operation to collect the information we need to measure our 
achievements against objectives and targets and to identify the outcomes of our 
systems and services, that is, the effectiveness of service delivery. 
 
Challenge 8: Continuous improvement 
 
We can demonstrate clearly our commitment to continuous improvement - that is, 
ongoing improvement – by reviewing and revising our policies and activities regularly 
on the basis of the information we collect or receive. 
 
 
Self-Assessment Questions 
 
In order to meet equality objectives, we must address a number of key 
issues/questions. These are as follows: 
 
- Have we published documents that clearly and specifically set out our 

commitment and approach to equalities issues? 
  
- Do we have comprehensive and up to date information on our population and 

related equalities issues?  
 
- Do we link into local planning and information networks on equalities issues and 

are we represented by staff at appropriately senior levels?  
 
- Have we carried out a needs/requirements assessment for all of the relevant 

equalities groups covering all aspects of our services?  
 
- Have we translated the objectives in our equalities planning/policy documents into 

ambitious but realistic targets which relate to service outcomes and access to 
services?  

 
- Do we include objectives and targets relating to equal access and outcomes for all 

service users in contracts with agents who deliver services on our behalf?  
 
- Do we have agreement on these targets from our partners in any relevant local 

partnerships?  
 
- Do we identify responsibility for achieving targets?  
 



  23 

- And do we adequately resource the required action by giving staff appropriate 
training, support and time to carry them out?  

 
- Do we communicate objectives, targets and actions to staff, actual or potential 

service users and more widely for public scrutiny?  
 
- Do elected members or governing body members understand and actively 

endorse our approach to equalities?  
 
- Do we reflect equalities objectives in managers’ individual performance 

agreements and do we appraise managers against these?  
 
- Do our staff understand our commitments on equalities documents, and know that 

they are expected to put them into practice?  
 
- Does our published Race Equality Scheme (from November 2002) address 

equality issues in our landlord, homelessness and factoring roles?  
 
You may wish to ask the following self-assessment questions about your 
approach to consultation and participation on equality issues: 
 
- Have we made a commitment to ongoing and systematic consultation with service 

users?  
 
- Do we develop our equalities policies and approach in consultation with a range 

of individual service-users and/or representative groups?  
 
- Have we committed resources and support to the set up of standing groups or 

forums or have we established links with equalities groups in the wider 
community, to facilitate ongoing contact and consultation?  

 
- Have we made it easy for all parts of the community to feed in their views about 

our services and policies?  
 
- Do we analyse collected information to identify patterns of responses by different 

groups within the community?  
 
- Do we feed back to consultees, service-users and the wider community?  
 
You may wish to ask the following self-assessment questions about your 
approach to monitoring equality issues: 
 
- Do we have comprehensive systems to monitor equality issues?  
 
- Does the information we collect allow us to assess our ongoing performance 

against our objectives and targets, including the effectiveness of mainstreaming?  
 
- Do we collect qualitative and quantitative information from an appropriate range of 

sources, e.g.  



  24 

 
- Information on satisfaction with services across different groups? 
- Analysis of complaints?  
- Feedback from consultative groups?  
- Numerical outputs such as houses allocated? 
 

- Do we use self-classification methods wherever possible?  
 
- Do our monitoring systems extend to contracts with agents and partnership 

arrangements in relation to service access and delivery targets?  
 
- Do we consult with appropriate stakeholder and representative groups about what 

information will be collected and how it will be used?  
 
- Do we report regularly to relevant staff, elected members/governing body 

members, partners and agents where appropriate, and service users and the 
wider community?  

 
- Do we feed back results of monitoring exercises into the corporate and service-

planning system?  
 
- Do we regularly review and update objectives and targets using monitoring 

information?  
 
- Do we use monitoring information to update service-user profiles?  
 
You may wish to ask the following self-assessment questions about your 
approach to the review of equality issues in your delivery of services: 
 
- Have we made a commitment to self-assessment, scrutiny and audit of equalities 

issues?  
 
- How do we know that we comply with legislative requirements and statutory 

guidance on equalities issues?  
 
- Do we review all areas of service delivery, with reference to the information we 

hold on:  
 

- The profile and diverse needs of the target population? 
- How this compares with the outcomes currently being achieved? 
 

- Are our service and policy reviews carried out in consultation with affected service 
users and the wider community?  

 
- Do we benchmark our performance against other comparable organisations?  
 
- Do we identify and share examples of good practice in our service delivery?  
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- Do we know the demand for information in alternative formats?  
 
- Do we provide good quality and easily accessible information on the services we 

deliver and how to access them, in formats, languages and locations which suit 
the needs of our target population?  

 
- Is there evidence that we have mainstreamed equalities issues throughout all of 

our service areas?  
 
- Have we taken action to identify any actual or potential disparities in service 

outcomes for equalities groups?  
 
- Have we given consideration to any possible barriers to access or equal 

outcomes for individuals belonging to these groups?  
 
- Can we demonstrate that our services are accessible to all sectors of our 

community?  
 
- Can we demonstrate that there are no systematic or unjustifiable differences in 

quality of service provided to any particular group of service users?  
 
- Have we taken action to respond to any gaps, disparities and concerns identified?  
 
- Have we taken action to remove or reduce the impact of any barriers to access or 

equal outcomes?  
 
- Do we have quick and effective procedures to respond to any incidence of 

discriminatory behaviour, harassment or attack on any member of an equalities 
group?  

 
 


